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This study aims to examine the effects of transformational leadership and emotional intelligence on 
organizational citizenship behavior.  Data was collected on a sample of 129 nurses employed in public 
hospitals in Malaysia.  Regression results showed that transformational leadership had a direct and 
positive effect on citizenship behavior (OCB-I and OCB-C). Theoretical and managerial implications are 
given. 
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According to Chase (1978), and Zeithaml and Bitner (2003),  service employees are the most vital asset to 
service-based organizations, especially those having high contact systems, such as hotels, hospitals, banks 
and learning institutions. This is because as “boundary spanners”, service employees have to deal with lots 
of people within and outside the organizations. Furthermore, they described “the service, the organisation 
in the customer’s eye, as well as the corporate brand image” (Zeithaml & Bitner, 2003, p. 318). As a result, 
the way service employees’ work with, serve or handle their customers, supervisors, co-workers, and the 
organisation, will communicate messages to the public regarding the organisation’s ability to deliver 
quality services and to fulfill customers satisfaction (Lings, 2004; Yoon & Suh, 2003). However, it is 
difficult for service employees to fulfill the above roles and expectations unless they possess unique 
capabilities and engage in positive types of working behaviours (Paine & Organ, 2000).  
 
Within the organisational management, marketing and human resource disciplines, researchers have found 
that for organisations to achieve competitive advantage, they must be supported with employees that are 
self-initiated, capable of handling various jobs, willing to work the extra mile, and able to provide quality 
services beyond the prescribed role requirements (Reis, 2002; Zeithaml & Bitner, 2003). Hence, based on 
this understanding, it is postulated that any service-based organisations, that are supported with employees 
who are willing to move beyond their specified role requirements and exhibit extra-role behaviour, would 
be able to face and overcome competitive market challenges, such as globalisation and liberalisation of the 
market, successfully.  
 
REVIEW OF LITERATURE 
 
Organisational Citizenship Behaviour 
 
Positive extra role behaviour is postulated as an asset that could significantly contribute to organisational 
effectiveness and survival (Katz & Kahn, 1978; Kaufman et al., 2001; Organ, 1988; Paine & Organ, 2000; 
Somech & Drach-Zahavy, 2004), especially within today’s highly competitive business climate. Yoon and 
Suh (2003) believed that extra role behaviours can become a good source of sustainable competitive 
advantage, since such behaviour is related to an organisation’s culture which makes it difficult for others to 
imitate. Due to the importance of helping and extra role behaviours to organisational effectiveness, the 
concept of helping and extra-role behaviour started to capture the attention of researchers from various 
disciplines, such as organisational behaviour, human resource management, marketing, international 
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management, and psychology (Bolon, 1997; Borman & Motowidlo, 1997; Hui, Law & Chen, 1999; 
Lagomarsino & Cardona, 2003; Podsakoff, MacKenzie, & Hui, 1993; MacKenzie, Podsakoff, & Fetter, 
1993; Podsakoff & MacKenzie, 1994; Podsakoff, MacKenzie, & Boomer, 1996; Podsakoff et al., 2000; 
Schnake, 1991). Consequently, constructs such as organisational citizenship behaviour (OCB) (Bateman & 
Organ, 1983; Organ, 1988), prosocial organisational behaviour (POB) (Brief & Motowidlo, 1986), 
contextual performance (CP) (Borman & Motowidlo, 1997), organisational spontaneity (OS) (George & 
Jones, 1997), and extra role behaviour (ERB) (Van Dyne & Cummings; as cited in Reis, 2002) ) were 
introduced. Yet among all these constructs, the helping and extra role behaviour construct that received the 
most attention is organisational citizenship behaviour (OCB) (Paine & Organ, 2000). This could be 
because: (1) the OCB construct has a clearer focus on who would gain benefits from the immediate help 
given, as compared to other forms of helping behaviour, and (2) it has been addressed as the most 
originally defined construct compared to other extra role concepts (Organ et al., 2006). 
 
Basically, the term organisational citizenship behaviour (OCB) was coined to depict individual employee’s 
positive workplace behaviour that goes beyond their pre-determined job descriptions (Bateman & Organ, 
1983; MacKenzie, Podsakoff, & Ahearne, 1998; Organ, 1988). Organ (1988) described OCB as “individual 
behaviour that is discretionary, not directly or explicitly recognised by the organisation’s formal reward 
system and that in aggregate promotes the effective functioning of the organisation” (p.4). Discretionary in 
this definition means each employee has the freedom either to engage in or withhold OCB (Organ, 
Podsakoff, & MacKenzie, 2006; Somech & Drach-Zahavy, 2004). Hence, neither the supervisors nor 
organisational top management can force employees to perform activities beyond their prescribed role 
(Hannam & Jimmieson, 2002). In addition, as organisational citizenship behaviour (OCB) occurs in 
settings that have significant structure, context, and continuity, i.e. the organisation, OCB could therefore, 
be targeted to benefit a specific individual or group of individuals; for example co-workers and supervisor 
(OCBI), customers (OCBC) and ultimately the organisation (OCBO) (Bogler & Somech, 2005; Organ et 
al., 2006; Williams & Anderson, 1991).  
 
Transformational Leadership and Organisational Citizenship Behaviour 
 
Leadership is generally described as a process of influencing others in order to achieve organisational 
objectives (Zachary & Kuzuhara, 2005). In other words leadership is related to the actions taken by a leader 
to influence the behaviour of his or her subordinates. Scholars believed that leadership can help facilitate 
qualitative change by radically shifting the employees’ viewpoint on “what they considered as meaningful 
things in their job” (Avolio & Bass, 2004, p. 19). Among leadership theories introduced to address these 
issues were transactional leadership and transformational leadership models. However, Bass (1985) 
suggested that for an organisation to remain effective within today’s competitive challenges, leaders should 
become more transformational and less transactional.  
 
Transformational leadership is generally defined as “a superior form of leadership” (Kelloway & Barling, 
2000, p. 355). In specific, Bass (1985), relates it to “the leader moving his/her followers beyond immediate 
self-interests through idealised influence (charisma), inspiration, intellectual stimulation, or individualised 
consideration” (p. 11). The definition put forth by Bass (1985) proposed that transformational leaders 
include those who are able to broaden and elevate the interests of their followers, generate awareness and 
acceptance of the purposes and the mission of the organisation, and stir their followers to look beyond their 
own self-interest for the good of the work team, department, and organisation (Avolio & Bass, 2004; Bass 
& Avolio, 1994; Popper & Mayseless, 2002). With these capabilities, transformational leaders are 
perceived as highly capable in encouraging their subordinates to perform beyond the prescribed roles, more 
specifically, to engage in OCB.  
 
Several studies found positive empirical evidence on the relationship between transformational leadership 
and employee job satisfaction (Bartram & Casimir, 2007; Griffith, 2004; Krishnan, 2006; Poon, 1995), 
commitment to organisation (Pillai & Williams, 2004; Poon, 1995), commitment to change (Yu, 
Leithwood, & Jantzi, 2000), trust in management (Bartram & Casimir, 2007; Gillespie & Mann, 2004), 
employee turnover (Griffith, 2004), service attitude (Chang, 2006), and sales performance (Humphreys, 
2002). Literature also highlighted that transformational leadership can contribute significantly to 
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organisational citizenship behaviour (OCB) (Boerner, Eisenbeiss, & Griesser, 2007; Koh, Steers, & 
Terborg, 1995; Krishnan, 2006; Pillai, Schriesheim, & Williams, 1999).  
 
According to Organ et al. (2006) transformational leaders can get subordinates to perform OCB through 
actions such as “articulating a vision, providing an appropriate role model, fostering the acceptance of 
group goals, providing individualised support and intellectual stimulation, and expressing high performance 
expectations” (p. 99). This means, leaders with transformational characteristics are those who like to be 
near and close to their subordinates, always want to help subordinates to understand their important role to 
organisational effectiveness and to lead subordinates through examples. Furthermore transformational 
leaders respect their subordinates, emphasise collective identities, encourage self-sacrifice for the sake of 
the group, and have high expectations for excellence. As a result, leaders’ positive leadership behaviours 
can consecutively stimulate and encourage subordinates to work effectively and move beyond their 
prescribed roles i.e. to exhibit OCB. Similarly, Avolio and Bass (2004) explained that one of the possible 
reasons why employees are willing to work hard beyond their prescribed roles is because they could see the 
kind of sacrifice and support that their leader has made in order to achieve certain work assignments and 
organisational missions. As such, they would want to reciprocate the leader’s sacrifice and support in the 
form of positive behaviour. Moreover, when employees are able to identify themselves with the mission 
being pursued and their contribution is recognised by the leader, their motivational level would increased 
instantly, their self efficacy would be enhanced, and thus this would lead to greater willingness to accept 
extraordinary challenges (Shamir, 1991). Therefore, it can be expected that leaders with transformational 
leadership behaviours are able to motivate their employees to engage in OCB. Based on the review, it is 
posited that: 
 
HI: Transformational leadership will positively affect service employees’ organisational 
citizenship behaviour (OCBI, and OCBC) 
 
Emotional Intelligence and Organisational Citizenship Behaviour 
 
Emotional intelligence has been identified as an emerging research topic for researchers and consultants in 
psychology, education, and management (Law, Wong, & Song, 2004; Rozell, Pettijohn, & Parker, 2002; 
Wong & Law, 2002). Scholars and proponents of the emotional intelligence concept believe that 
employees’ may perform effectively especially when they have high emotional intelligence (Côté & 
Miners, 2006; Sy, Tram, & O’Hara, 2006). As a result, past researchers theorised that emotional 
intelligence competency has the potential to be a strong predictor of individual and organisational 
performance (Abraham, 1999; Goleman, 2001; Kernbach & Schutte, 2005; Law et al., 2004; Shaffer & 
Shaffer, 2005; Wong & Law, 2002). In other words, emotional intelligence is able to contribute to more 
positive attitudes, behaviours, and work outcomes (Carmeli, 2003; Goleman, 2001).  
 
Generally, scholars believed that emotional intelligence can be conceptualised as either an ability or 
personality trait (Schutte, Malouff, Simunek, McKenley, & Hollander, 2002). However, most definitions in 
the literature highlight emotional intelligence as a combination of cognitive and emotional abilities 
(Cherniss, 2001). Gardner (1983), for instance, described emotional intelligence as consisting of adaptive 
skills whereby an emotionally intelligent person has a deep awareness of his or her emotions and the ability 
to label and draw upon those emotions as a resource to guide behaviour (as cited in Abraham, 1999, p.209). 
Subsequently, Salovey and Mayer (1990), the first researchers to use the emotional intelligence term, 
proposed a more comprehensive definition of emotional intelligence. According to Salovey and Mayer 
(1990), emotional intelligence is a subset of social intelligence that involves individual ability to monitor 
one’s own and others’ feelings and emotions, to discriminate among them, and to use that information to 
guide one’s thinking and actions. This definition was then refined and defined as “the ability to perceive 
emotions, to access and generate emotions so as to assist thoughts, to understand emotions and emotional 
knowledge, and to reflectively regulate emotions so as to promote emotional and intellectual growth” 
(Mayer & Salovey, as cited in Carmeli, 2003, p. 790).  
 
Emotional intelligence serves important functions in human behaviour (Shaffer & Shaffer, 2005). 
Moreover, emotional intelligence is posited as being able to enhance employee OCB, one of which is 
assisting co-workers or supervisors with personal matters (Abraham, 1999). The reason is because 
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emotional intelligence encompasses the human skills of empathy, self awareness, motivation, self-control, 
and adeptness in relationships (Cadman & Brewer, 2001) which enables employees to understand and 
realise their co-workers’, supervisors’, and even customers’ feelings and help them to respond better than 
employees with low emotional intelligence (Abraham, 1999; Carmeli, 2003). In relation to the social 
exchange theory, Staw, Sutton, and Pelled (1994) proposed several justifications for why employees with 
positive or high emotional intelligence would engage in OCB. Among these, they suggested that when 
employees are in a positive mood or have positive emotions, employees may feel the need to reciprocate 
the positive feeling in some form of positive behaviour, such as helping others who are overburdened with 
workload. Given the above information, it is posited that:  
 






Based on the discussion, the dependent variable in this research is OCB (OCBI, and OCBC), while the 
independent variable are transformational leadership and emotional intelligence. The relationships between 
the examined variables are showed in Figure 1.  
 
 






Respondents in this research were nurses and their supervisors (i.e., Sisters) that attached to one public 
hospital in Malaysia. A total of 130 sets of (matched) questionnaires were distributed with the help of one 
senior staff nurse who works at the Matron’s office. A drop-off and pick-up method was used for 
questionnaire distribution and data collection purposes. Respondents were given maximum of two weeks to 





As indicated in Figure 1, the independent variables used in this research are transformational leadership and 
emotional intelligence. 19 positively worded items from Bass and Avolio (1995) were employed to 
measure supervisors’ transformational leadership. In addition, 16 items, adopted from Wang and Law 
(2002) were used to gauge nurses’ emotional intelligence. Responses to all items were made on a 5-point 
Likert scale (1 = strongly disagree to 5 = strongly agree). Transformational leadership and emotional 
intelligence data were subjected to an exploratory factor analysis. Four factors were identified for 
transformational leadership and these factors were named as inspirational motivation, individualised 
consideration, charismatic intellectual stimulation, and leadership/or idealised influence. Similarly, four 







Organisational Citizenship Behavior directed 
at Individuals within organization (OCBI) 
 
Organisational Citizenship Behavior directed 
at Customers (OCBC) 
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emotion appraisal, and others’ emotion appraisal). The reliability coefficient for inspirational motivation, 
individualised consideration, charismatic leadership/or idealised influence, and intellectual stimulation 
were 0.93, 0.82, 0.64, and 0.60 respectively. As for the four factors of emotional intelligence (i.e., 
regulation of emotion, self emotion appraisal, others’ emotion appraisal, and use of emotion), the 
coefficient values were 0.87, 0.82, 0.79, and 0.78 respectively. 
 
The dependent variables in this research are the three forms of OCBs (OCBI, OCBC, and OCBO). These 
variables were measured using 18 items from Bettencourt and Brown (1997, Lee, Nam, Pak, and Lee 
(2006), and Williams and Anderson (1991) and were assessed via supervisory ratings. All OCBs items 
were made on a 5-point Likert scale (1 = strongly disagree to 5 = strongly agree). An exploratory factor 
analysis performed on the 18 OCBs items, however, produced a two-factor solution. The two factors were 
named as OCB directed at internal customers (OCB-IC) and OCB directed at external customers (OCB-
EC). The reliability coefficient for OCB-IC and OCB-EC were 0.92 and 0.90 respectively.  
 
Method of Analysis 
 
Two hierarchical regression analyses were performed to test the research hypotheses. In addition, as 
previous studies demonstrated that demographic variables such as age, job tenure, and organisational tenure 
could influence employees’ OCB (e.g., Cohen & Kol, 2004; Kuehn & Al-Busaidi, 2002; Organ & Ryan, 
1995; Podsakoff, MacKenzie, Paine, & Bachrach, 2000), these variables (i.e., age, job tenure, and 




Profile of Respondents 
 
The respondents profile is as depicted in Table 1. 
 
Table 1: Profile of Respondents 
















































Items Mean Std Dev 
Age (Years) 36.11 9.16 
Job Tenure (Years) 9.68 7.46 
Organisational Tenure (Years) 6.97 6.45 
 
As shown in Table 1, a majority (99.2%) of the respondents were females. In terms of marital status, 102 
(79.1%) were married, 21 (16.3%) were unmarried, and the remaining 6 (4.6%) were either divorced or 
widowed. For ethnicity, 124 of the respondents were Malays (96.1%), 3 Chinese (2.3%), and 2 others 
(1.6%). Regarding academic qualification, more than half of the respondents (72.9%) have diploma. The 
mean age of the respondents is 36.11 years with a standard deviation of 9.16 years. On the average the 
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respondents have been in their jobs for 9.68 years (SD = 7.46 years). In addition, the mean organisational 
tenure for the respondents is 6.97 years (SD = 6.45 years). 
 
The means and standard deviations of the study variables were as follows (refer to Table 2): 
 
Table 2: Descriptive Statistics of Study Variables 
Variables  Mean  Std Dev 











Inspirational Motivation (IM) 
Individualised Consideration (IC) 
Charismatic Leadership (CL) 













Regulation of Emotion (RoE) 
Self Emotion Appraisal (SEA) 
Others’ Emotion Appraisal (OEA) 














As seen from Table 2, the mean value for OCB-I was 3.73 (SD = 0.56), whilst the mean score for OCB-C 
was 3.32 (SD = 0.67). The mean scores for inspirational motivation, individualised consideration, 
charismatic leadership, intellectual stimulation were 3.81 (SD = 0.67), 3.74 (SD = 0.91), 3.70 (SD = 0.70), 
and 3.12 (SD = 0.73) respectively. Finally, the mean values for regulation of emotion, self emotion 
appraisal, others’ emotion appraisal and use of emotion were 3.90 (SD = 0.60), 4.15 (SD = 0.56), 3.44 (SD 




The results of reliability analyses are presented in Table 3. As can be observed from Table 3, the reliability 
coefficient for the study variables ranged from 0.60 to 0.93, which concur with Sekaran’s (2000) minimum 
acceptable level of 0.60.  
 
Table 3: Reliability Coefficients of the Study Variables 
Variables Total Items Alpha Coefficient 
OCB-Individual (OCB-I) 9 0.92 
OCB-Customers (OCB-C) 5 0.90 
Inspirational Motivation (IM) 10 0.93 
Individualised Consideration (IC) 3 0.82 
Charismatic Leadership (CL) 3 0.60 
Intellectual Stimulation (IS) 3 0.64 
Regulation Of Emotion (RoE) 4 0.87 
Self Emotion Appraisal (SEA) 4 0.82 
Others’ Emotion Appraisal (OEA) 4 0.79 
Use of Emotion (UoE) 4 0.78 
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Table 4: Intercorrelation Matrix  
 OCB-I OCB-C IM IC CL IS RoE SEA OEA UoE 
OCB-I 1          
OCB-C .75** 1         
IM .27** .26** 1        
IC .37** .31** .72** 1       
CL .03 .06 .57** .53** 1      
IS .21** .24** .49** .49** .51** 1     
RoE -.05 -.08 .24** .24** .23** .12 1    
SEA .07 -.01 .14 .09 .15* .04 .27** 1   
OEA -.13 -.05 .13 .10 .15* .11 .25** .18* 1  
UoE -.11 -.11 .22** .23** .31** .08 .45** .39** .28** 1 
** p <0.01 (1 tailed), * p < 0.05 (1 tailed) 
 
As illustrated in Table 4, 27 out of the 45 intercorrelations were positive and significant ranging from 0.15 
to 0.75. The others were found to be not significant. Hierarchical regression analyses were performed to 
test the research hypotheses. Table 5 presents the hierarchical regression results for the two forms of OCBs 
(OCB-IC and OCB-EC). 
 
Table 5: Results of Hierarchical Regression Analysis on the Relationship between IM, IC, CL, IS, 
RoE, SEA, OEA, UoE and OCBs (OCB-I, and OCB-C) 
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Self Emotion Appraisal  
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      Appraisal (OEA) 























































** p <0.01, * p < 0.05  
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Results presented in Table 5 reveal that the control and model variables explained more variance in OCB-I 
(R² = 0.46) than OCB-C (R² = 0.38). Control variables (age, job tenure, and organizational tenure) were 
found to explain 18% of the variance in OCB-I and only 16% of the variance in OCB-C. From the beta 
values, only organisational tenure was found to have a positive influence on OCB-I (ß = 0.46, p < 0.01), 
and OCB-C (ß = 0.45, p < 0.01). From the second Model, it can be seen that individualised consideration 
has a positive and significant effect on OCB-I (ß = 0.45, p < 0.01), whilst others’ emotion appraisal has a 
negative and significant relationship with OCB-I (ß = -0.15, p < 0.05). Inspirational motivation, charismatic 
leadership, intellectual stimulation, regulation of emotion, self emotion appraisal and use of emotion, 
however, had no significant relationship with OCB-I. Finally, Table 5 also reveals that individualised 
consideration and intellectual stimulation had positive and significant effect on OCB-C [(ß = 0.25, p < 
0.05), and (ß = 0.23, p < 0.05) respectively. Other independent variables, however, had no significant 
relationship with OCB-C. As a result, it can be concluded that these findings did provide partial support to 
H1 but failed to provide support to H2. 
 
DISCUSSION AND CONCLUSION 
 
The results of this research demonstrated that supervisors’ transformational leadership in general has a 
positive effect on employees’ OCB (OCB-I and OCB-C). In specific, the finding partially supports that of 
earlier researchers (e.g., Boerner et al., 2007; Koh et al., 1995; Organ et al., 2006; Pillai et al., 1999; 
Podsakoff, MacKenzie, Moorman, & Fetter, 1990; Podsakoff et al., 2000). In relation to the social 
exchange theory (Blau, 1964) and norm of reciprocity (Gouldner, 1960), this finding implies that when 
customer-contact employees perceived their supervisor as having positive leadership traits, and cares about 
their problems and performance, they would reciprocate the supervisor’s attention and concern in the form 
of organisational citizenship behaviour (OCB) that would benefit internal as well as external customers.   
 
In addition, researchers such as Boerner et al. (2007) stressed that having leaders with the transformational 
leadership trait is necessary, and in order to encourage employees to engage in OCBs, these leaders 
themselves must have high concerns about subordinate needs, abilities, interests, and performance, and 
must be willing to respect their subordinates as individuals as well. 
 
The results, on the other hand, failed to provide support for the positive and significant effects of emotional 
intelligence on OCB (OCB-I and OCB-C). In this research, the results indicate that the higher the 
employees’ ability to understand others’ (e.g. co-workers and supervisors) emotion, the lesser their 
organisational citizenship behaviour (OCB-I, and OCB-C) would be. Due to that fact, this finding 
contradicts that of earlier research (Carmeli, 2003; Carmeli & Josman, 2006; Khuan 2006) which suggested 
emotional intelligence as being one important contribution of employees’ OCB. One plausible explanation 
for this finding may be related to the sample itself. In this study, the sample consisted of nurses, which in 
their daily routines have to perform lots of responsibilities and work duties. Hence, understanding others’ 
emotion may not necessarily contribute to their citizenship behaviour. 
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